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BACHELOR OF BUSINESS 

ADMINISTRATION IN RETAILING 

(BBARIL) 

Term-End Examination  

December, 2024 

BRL–105 : CUSTOMER SERVICE MANAGEMENT 

 Time : 3 Hours    Maximum Marks : 100 

Note : Attempt any five questions. All questions 

carry equal marks.  

1. What do you understand by customer service ? 

Describe the ways to deliver effective customer 

service with examples. 8+12 

2. (a) What are the various kinds of Customer 

 Services ? Discuss with the help of 

 examples. 10 
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 (b) How can you provide Quality Service ? 

 Discuss. 10 

3. Describe the different ways to handle 

objections. Support your answer with  

examples.  20 

4. What is Customer Experience Management ? 

Explain the key areas of Customer Experience 

Management. 20 

5. Describe the significance of customer loyalty. 

How can you build customer loyalty ? Discuss 

with examples. 20 

6. Explain the different strategies for service 

recovery in marketing. Give suitable  

examples.  20 

7. (a) Explain the innovations in Customer 

 Services. Give examples. 10 

 (b) Discuss the benefits of innovations in 

 Customer Services. 10 
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8. Write notes on any two of the following : 10+10 

 (a) Testimonial close 

 (b) Total perceived quality 

 (c) Net Promoter Score (NPS) 

 (d) Challenges of customer communication 

 through technology 
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BRL–105 

fjVsfyax esa O;olk; iz'kklu Lukrd 

(ch-ch-,-vkj-vkbZ-,y-) 

l=kkar ijh{kk 

fnlEcj] 2024 

ch-vkj-,y-–105 % xzkgd lsok izca/u 

le; % 3 ?k.Vs     vf/dre vad % 100 

uk sV % fdUgha ik ¡p iz'uksa ds mÙkj fyf[k,A lHkh iz'uksa ds 

vad leku gSaA   

1- xzkgd lsok ls vki D;k le>rs gSa \ izHkkoh xzkgd 

lsok iznku djus dh fof/;ksa dk mnkgj.k ds lkFk 

foospu dhft,A 8+12 

2- (v) fofHkUu izdkj dh xzkgd lsok,¡ dkSu&lh gSa \ 

 mnkgj.k ds lkFk O;k[;k dhft,A 10 

 (c) D;k vki xq.koÙkk ;qDr lsok iznku dj ldrs  

 gSa \ O;k[;k dhft,A 10 
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3- vkifÙk;ksa dks l¡Hkkyus dh fofHkUu fof/;ksa dk foospu 

dhft,A mnkgj.k ds lkFk vius mÙkj dk leFkZu 

dhft,A   20 

4- xzkgd vuqHko izca/u D;k gS \ xzkgd vuqHko izca/u 

ds izeq[k {ks=kksa dh O;k[;k dhft,A 20 

5- xzkgd fu"Bk ds egRo dk foospu dhft,A vki 

xzkgd fu"Bk dh jpuk dSls djsaxs \ mnkgj.k ds lkFk 

O;k[;k dhft,A 20 

6- foi.ku esa lsok iqu%izkfIr dh fofHkUu ;qfDr;ksa dk 

o.kZu dhft,A mi;qDr mnkgj.k nhft,A 20 

7- (v) xzkgd lsok esa uokpkjksa dk o.kZu dhft,A 

 mnkgj.k nhft,A 10 

 (c) xzkgd lsokvksa esa uokpjksa ds ykHkksa dh O;k[;k 

 dhft,A 10 
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8- fuEufyf[kr esa ls fdUgha nks ij fVIif.k;k¡ fyf[k, % 

 10+10 

 (v) VsfLVeksfu;y Dykst 

 (c) lEiw.kZ le>h gqbZ xq.koÙkk 

 (l) usV izeksVj Ldksj (NPS) 

 (n) rduhdh }kjk xzkgd laizs"k.k dh pqukSfr;k¡ 

 

 

 

 

 

 

 

 × × × × × × ×  
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